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ABSTRACT 
The purpose of this particular research which is entitled "Understanding the 
Perception on Customer Experience among Tourists in Labuan" is to investigate 
the perception of consumer in regard with the three experience clues which are 
functional clue, humanic clue and mechanic clue. 
Labuan Federal Territory also known as Victoria Island is a popular getaway for a 
diverse range of tourists. Despite the rapid development in the tourism industry 
which brings about a wide business opportunity for the locals, the town still lacks 
accommodation to cater the demand of tourists especially during international 
events. Understanding tourists' perception on customer experience will enable 
local service providers how to better treat their customers and indirectly promotes 
business sustainability. 
Another purpose of this research is to identify the role of the main tourism service 
providers namely hotel, transportation provider and travel agency in contributing 
to the overall tourist experience and determine key aspects to increase customer 
satisfaction. This is because in a way or another tourists are likely to encounter at 
least one of the three aforementioned during their stay in Labuan. 
Therefore, the finding that the researcher collected through this particular research 
resulted in majority of the respondents having positive and satisfactory customer 
experience as tourists in Labuan. Each of the main tourism service providers play 
significant role to offer tourists a memorable experience staying in Labuan thus 
empowering them through the findings from this research is a privilege. 
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1.1 Background of Study 
CHAPTER ONE 
INTRODUCTION 
In the last several decades, tourism has emerged as one of the major industries 
in world economy. The revenues reaped from tourism industry have grown to 
be the third largest industry in Malaysia after oil and automobiles. It is proved 
to be an important sector in enhancing the nation's economic development 
(Hanafiah and Harun, 20 l 0). Previous researches conducted in other countries 
have proved that the recent key strategy is to emphasis on creating long term 
relationships with customers. 
Several authors have argued that customer experience is a critical 
variable in ensuring customer satisfaction which has been missing all this 
while (Berry and Carbone, 2007; Cronin et al., 2000; Dube and Renaghan, 
2000; Pine and Gilmore, 2000; 1999). Tourism service provider must 
emphasis on giving excellent service in order to score during moments of truth 
(real interaction between customer and service provider). This is essential as a 
good practice for front officers especially to overcome customer complaints 
tactfully and responsively. A customer is anyone who depends on you for your 
products, services and information to get what he or she wants and needs. 
Therefore, according to this definition the tourist is the customer (MOTAC, 
2013). 
The rapidly growing tourism sector in Malaysia is a symbol of 
promising industry to all firms involved as the tourism service providers. 
Labuan is also positively affected by this phenomenon given the heavy 
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